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The Service Operational Manager ensures the stability, quality, and continual improvement of IT
services supporting manufacturing and enterprise platforms. This role is responsible for end-to-end
service management, operational governance, and continual service improvement, working closely
with IT Business Analysts and IT Delivery Leads to ensure seamless deployments, operational
readiness, and business continuity across all environments.

About the Role
Major accountabilities:

* Own and drive service management operations, ensuring operational stability and quality of
IT services.

* Govern and improve ITIL processes (Incident, Change, Problem, Knowledge, Service
Request, Release, Transition, etc.) across manufacturing and enterprise systems.



Collaborate with IT Business Analysts to ensure functional readiness, test planning, and
smooth rollouts.

Partner with IT Delivery Leads to align change/release management and CI/CD strategies
with operational requirements.

Lead continual service improvement initiatives, using KPIs and metrics to drive operational
excellence.

Ensure compliance with security, quality, and audit requirements.

Manage supplier/service provider performance and ensure adherence to SLAs and OLAs.
Act as escalation point for operational issues, driving root cause analysis and preventive
actions.

Support onboarding of new sites and integration of new systems, ensuring operational
readiness and business continuity.

Facilitate communication and coordination across IT, OT, and business teams.

Key performance indicators:

Stable, compliant, secure, and cost-effective operations (measured by customer satisfaction,
user adoption, availability, performance, capacity metrics).

No major business disruptions; rapid responsiveness and recovery from incidents.
Operational targets (SLAs, KPIs) are met or exceeded.

Continuous improvement in service quality, measured by reduction in incidents, defects, and
audit findings.

Effective collaboration and alignment with IT Business Analysts and IT Delivery Leads.
Successful onboarding and operational readiness of new sites and systems.

Positive feedback from business stakeholders and end users.

Education:

Bachelor” s degree in Computer Science, Information Technology, Engineering, or a related field.

Experience:

Proven experience in IT service management, operations, or support, preferably in a
manufacturing or regulated, preferably pharma GxP environment.

Experience with ITIL processes and continual service improvement.

Experience working with cross-functional teams (IT, OT, business, vendors).

Track record of successful collaboration with business analysts and delivery leads.
Experience in supplier/service provider management and performance monitoring.
Exposure to manufacturing IT/OT integration and multi-site rollouts is highly desirable.

Competencies:

Applied Business Insights
Stakeholder Engagement
Project Excellence
Interpersonal Savvy
Organizational Savvy



* Operational Excellence
* Managing Change
* Quality Focus

Technical / Functional Skills & Knowledge

* Deep knowledge of ITIL processes (Incident, Change, Problem, Knowledge, Service Request,
Release, Transition, etc.).

¢ Service performance management and reporting.

* Root cause analysis and continual improvement methodologies (e.g., 5Why~s, Fishbone, Six
Sigma).

* Supplier and SLA management.

¢ Understanding of manufacturing IT/OT systems and integration points.

* Familiarity with CI/CD, release management, and test planning

* Strong communication, documentation, and coordination skills.

* Ability to work in a matrix environment and lead cross-functional initiatives.

¢ Readiness to support site onboarding and operational transitions.

Why Novartis: Helping people with disease and their families takes more than innovative science. It
takes a community of smart, passionate people like you. Collaborating, supporting and inspiring each
other. Combining to achieve breakthroughs that change patients” lives. Ready to create a brighter
future together? https://www.novartis.com/about/strategy/people-and-culture

Join our Novartis Network: Not the right Novartis role for you? Sign up to our talent community to stay
connected and learn about suitable career opportunities as soon as they come up:
https://talentnetwork.novartis.com/network

Benefits and Rewards: Read our handbook to learn about all the ways we ” Il help you thrive personally
and professionally: https://www.novartis.com/careers/benefits-rewards
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Company / Legal Entity
IN10 (FCRS = INO10) Novartis Healthcare Private Limited

Functional Area
Information Technology

Job Type
Full time

Employment Type
Regular

Shift Work
No
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Accessibility and accommodation

Novartis is committed to working with and providing reasonable accommodation to individuals with
disabilities. If, because of a medical condition or disability, you need a reasonable accommodation for
any part of the recruitment process, or in order to perform the essential functions of a position, please
send an e-mail to diversityandincl.india@novartis.com and let us know the nature of your request and
your contact information. Please include the job requisition number in your message.

Novartis is committed to building an outstanding, inclusive work environment and diverse teams'
representative of the patients and communities we serve.
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